
TOWN OF DAVIE 
TOWN COUNCIL AGENDA REPORT 

 
 
TO: Mayor and Councilmembers 
 
FROM/PHONE: Susan Dean/797-1042 by Herb Hyman/797-1016  
 
SUBJECT: Resolution   
 
AFFECTED DISTRICT: Districts 3 and 4 

 
 

TITLE OF AGENDA ITEM:   A RESOLUTION OF THE TOWN OF DAVIE, FLORIDA, SELECTING THE FIRM OF 
QUALITY TRANSPORTATION SERVICES, INC. TO PROVIDE OPERATION OF BUS TRANSIT SYSTEM 
SERVICES FOR THE BLUE ROUTE (WEST) AND AUTHORIZING THE TOWN ADMINISTRATOR OR HIS 
DESIGNEE TO NEGOTIATE AN AGREEMENT FOR SUCH SERVICES.  
 
REPORT IN BRIEF:   The Town solicited competitive sealed proposals for bus transit services for the blue route (west side 
of Davie).  Buses are provided to the Town by Broward County.  The specification requires the successful proposer to furnish 
all drivers, maintenance of buses, fuel, insurance, etc.  RFP documents were sent to five (5) prospective proposers.  
Additionally, the bid was advertised state-wide in Florida Bid Reporting and nationally in BidNet and also posted on the 
Town’s web site.  The Town received two (2) responses.  The selection committee had interviewed both firms approximately 
ten (10) months ago when we awarded the green route service.  Therefore, the committee did not feel a need to interview 
these firms again.  When the green route was awarded in October 2005, the Council felt that by awarding the green route to 
Limousines of South Florida, a service comparison could be done since Quality Transportation was already providing service 
for the blue route.  Susan Dean, Programs Manager has been compiling a complaint log on both vendors over the six month 
period from the end of November 2005 to April 2006.  The complaint log (a copy of which is attached hereto) shows 19 
complaints for Quality Transportation and 74 complaints for Limousines of South Florida.  However, in the proposals 
submitted for the award of the blue route, Limousines of South Florida submitted a lower cost ($30.36/hr. for Limousines of 
South Florida versus $33.00/hr. for Quality Transportation).  Therefore, the selection committee was divided in its selection 
with 4 committee members voting for Quality Transportation because they felt that service was more important than cost.  
The other 2 committee members voted for Limousines of South Florida because they felt that the differential in cost between 
the two bidders was too great to be overridden by the service issue.  There was also an offer by Quality Transportation to 
equip the buses with a GPS system for tracking purposes.  It should be noted that this is an RFP which means that proposal 
offers can be negotiated.  Specifically, the selection committee can negotiate price with Quality Transportation or we can 
negotiate the inclusion of a GPS system with Limousines of South Florida.  The selection committee recommended Quality 
Transport Services, Inc. as the top ranked firm in accordance with the ranking totals attached hereto.   
 
PREVIOUS ACTIONS:   Not applicable.  
 
CONCURRENCES:   The firm of Quality Transport Services, Inc. was chosen by the selection committee.   
 
FISCAL IMPACT: 

 Has request been budgeted? yes  

  If yes, expected cost:  to be negotiated 

   Account Name:  Administration-Contractual Services Account Number  

    001-0108-544-0306   

 Additional Comments:  n/a  
 
RECOMMENDATION(S):   Motion to approve the resolution.  
 
Attachment(s):  
Procurement Authorization 
Selection Committee Rankings 
Proposal from Quality Transportation 
Proposal from Limousines of South Florida 
Incorporation information for Quality Transportation 



 
RESOLUTION NO. ________ 

 
 
A RESOLUTION OF THE TOWN OF DAVIE, FLORIDA, SELECTING THE FIRM OF QUALITY 
TRANSPORTATION SERVICES, INC. TO PROVIDE OPERATION OF BUS TRANSIT SYSTEM 
SERVICES FOR THE BLUE ROUTE (WEST) AND AUTHORIZING THE TOWN ADMINISTRATOR 
OR HIS DESIGNEE TO NEGOTIATE AN AGREEMENT FOR SUCH SERVICES. 
 

WHEREAS, the Town solicited proposals for operation of the bus transit system-blue route (west); and  

WHEREAS, the selection committee has selected Quality Transportation Services, Inc. as the firm best 

qualified to provide the required services; and 

WHEREAS, it is in the Town's best interest to execute a contract for such services. 

 
NOW, THEREFORE, BE IT RESOLVED BY THE TOWN COUNCIL OF THE TOWN OF DAVIE, FLORIDA: 
 

SECTION 1.  The Town Council of the Town of Davie does hereby accept the selection of Quality 

Transportation Services, Inc. as the firm best qualified to provide the required services and authorizes the Town 

Administrator or his designee to negotiate  an agreement for such services and present that contract for approval at 

a future meeting date.  Should no agreement be reached with the highest ranking firm, then the Town 

Administrator or his designee shall negotiate with the next ranked firm and present that agreement for approval. 

SECTION 2.  This resolution shall take effect immediately upon its passage and adoption. 

 

PASSED AND ADOPTED THIS __________ DAY OF ________________________, 2006 

 

 _________________________________ 

 MAYOR/COUNCILMEMBER 

Attest: 

_____________________________________ 

 TOWN CLERK 

APPROVED THIS __________ DAY OF ________________________, 2006 
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650  N.W.  27 th  Avenue  •  Fort  Lauderdale ,  F lorida  33311  

(954 )  791-2505           Tol l - f ree :  (800 )  410-8687           Fax :  (954 )  791-2591  
 

 
August 4, 2006 
 
Town of Davie 
6591 Orange Drive 
Davie, FL 33314 
Attention: Herb Hyman, CPPB 
 
Dear Mr. Hyman, 
 
As the current provider of shuttle bus services for the Blue (West) Route, Quality 
Transport Services, Inc. has a full awareness of the scope and responsibilities that this 
project entails.  
 
Our Company has a proven record with the Town of Davie—as a vendor that consistently 
demonstrates the willingness and ability to provide appropriate human and material 
resources for an efficient and reliable service.  
 
Since Quality began servicing the Town, neither of the two (2) buses on the Blue (West) 
Route has ever experienced a mechanical breakdown, giving the Town the benefit of 
breakdown-free service.   
 
We work well with the Town of Davie’s professional staff, with whom we have interacted 
not only during the normal course of service, but also during several hurricane 
evacuations—providing excellent service throughout. As can be demonstrated in a low 
rate of complaints, the Town ridership is responding to our service with a high level of 
customer satisfaction. 
 
Two evaluations undertaken by the Town have independently confirmed that the quality 
of service our Company has been providing. The first evaluation, measuring service 
interruptions and complaints when we were providing service for both the East and the 
West routes, reported the following during a 10-month period from January to October 
of 2005:  

 
“…[the Town] received 150 calls regarding the Routes [both East and West]. 
22 of these calls were complaints…and the remaining 128 calls were 
requests for information.”  
(Susan Dean, Record of Complaints, Nov 2005)    See Attachment #4  

 
A second independent study by the Town, recorded over the 6-month period 
from November 2005 to April 2006, showed that our Company received just 19 
complaints from a total of approximately 42,500 riders (covering 62,775 miles). 
This is 1 complaint per 2500 riders, or 1 complaint per 3,486 miles. 
(Susan Dean, Comparative Statistical Study, dated May 25, 2006). See 
Attachment #5  



 
Quality’s record of performance is representative of the professionalism with 
which we serve not only the Town of Davie, but all other Municipalities which we 
serve through the Community Shuttle Bus Program. Since commencing route 
services for this County-wide initiative, every one of the municipal administrators 
that have interfaced with Quality have found our Company to be of a high 
customer service orientation and a high level of responsiveness to their 
feedback. We pride ourselves on providing them a turnkey service that is low 
maintenance and high satisfaction.  
 
Our Company’s stability over many years has enabled us to develop a strong base of 
human resources, as well as an established and extensive maintenance facility. Our Fort 
Lauderdale based operation puts the Town in our immediate service area, improving our 
ability for quick responses whenever necessary.  
 
In an effort to provide ever-improving levels of customer satisfaction, should our 
Company be awarded the Town’s Blue (West) Shuttle Bus Route, we will add Global 
Positioning System (GPS) modules to each of the Town’s Blue (West) Route vehicles—
ensuring that the Town will be able to track vehicle progress in real-time.  The provision 
of GPS technology will further demonstrate to the Town residents that the Town values 
constant service improvement for their maximum satisfaction. 
 
I have reviewed the Town’s contract with Broward County as well as the contract form 
that is to be used by the Town and its selected vendor. I understand and am willing to 
accept the terms and conditions represented in these documents. 
 
I thank you for the opportunity to bid on this Request for Proposal and for your 
consideration. 
 
I can be reached at 954-791-2505, or kathy@qualitycoach.info.   An alternate contact is 
the Project Manager, Louis Herring, who can be reached at 954-695-7777. 
 
 
Sincerely, 
 
 
 
Kathy Herring 
President
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1 Qualifications & Experience 
 
Background and History 
 
Quality Transport Services, Inc. (Quality, or, the Company) is a Florida corporation, 
established in 1986, by Kathy Herring.  Quality is a certified, woman-owned business 
enterprise (Broward County SDBE). 
 
In 1987, Quality acquired its Fort Lauderdale facility, located near the intersection of 
I-95 and Broward Boulevard.  This facility currently houses the Company’s corporate 
headquarters and continues to function as Quality’s main base of operations.  
 
By 1994, Quality had grown into one of the larger privately held school bus 
companies in the State of Florida. At that point in the Company’s development, 
management made the strategic decision to diversify and expand into the coach bus 
and shuttle bus market.  
 
Scope of Company Services  
 
Quality provides professional, responsive, on-time transportation services to a diverse 
client base in the State of Florida.  Presently the Company is diversified into 

Community Shuttle Bus Services  
Motor Coach Charters & Tours 
Emergency Response Services 

 
Community Shuttle Bus Services 
 
Quality provides shuttle bus services to accounts in both the public and private sector. 
In addition to providing shuttle services, the Company has assisted in planning pick-up 
and drop points, route monitoring, route/schedule revision, and the selection of 
equipment.   
 
The Company performs contracted shuttle services for these six (6) municipalities:  
City of North Lauderdale, Town of Lauderdale By-The-Sea, City of Oakland Park, & 
Town of Davie, City of Lauderhill and City of Lauderdale Lakes.                                 
The Company has upheld an outstanding service record for these municipal clients.   
 
In March 2004, Quality demonstrated its considerable capability when it was called upon 
to provide emergency service, simultaneously, and with only 24 hours notification, for two 
(2) routes for the Town of Davie and three (3) routes for the City of Lauderdale Lakes. 
Quality provided these emergency services in a manner that was described as “flawless 
service” by the Services Coordinator for the City of Lauderdale Lakes.   
 
Quality was recently selected again to be the Community Transportation Bus Service 
provider for the Town of Delray Beach. 
 



Motor Coach Charter & Tours 
 
Quality provides motor coach charters to the public and private sectors, both locally and 
throughout the State, including but not limited to the Tri-County School Boards, multiple 
Cities and their Parks & Recreation, and Port Everglades. 
 
Miami-Dade Mass Transit (MDT): Group Charter Services: 
Quality provides contracted group charter service for Miami-Dade Transit.  
 
 
Emergency Response Services 
 
The growth of Quality’s motor coach services division since 1995 has also led to the 
Company’s development of excellent emergency-service responsiveness, with a large 
fleet of full size motor coaches and a pool of drivers qualified for last-minute notification 
readily available.  Quality is the contracted emergency and evacuation provider for Fort 
Lauderdale-Hollywood Int’l Airport.  
 
During the Airport’s transition between contracts for regular-service shuttle routes, Quality was 
requested to provide 24-hour continuous service for the Airport’s Employee Bus Route. This 
involved scheduling multiple buses and drivers, on an emergency basis around the clock. The 
service lasted approximately three (3) months—until the new vendor was able to provide full 
service.  
 
During the 2004 Hurricane Season, Quality provided thousands of hours of extensive 
emergency services to FPL, in the Port Charlotte area, in the Jupiter area up to the area 
north of Orlando, areas impacted by the three hurricanes.  
 
At this critical time, the Town of Davie was also provided with evacuation services that 
were efficiently executed with the capable assistance of the Town’s leadership. Both 
large coach buses and minibuses were put into service in order to assist with a speedy 
and efficient evacuation. Being an in-house account, the Town of Davie was given 
preferential service. 



Management & Organization 
 
The standard of excellence is achieved by forming a team that consists of the Project 
Manager, two assistant managers and a field manager who form the core team with 
the designated back-up drivers.  This team provides management and support to the 
regular route operators.  Continuous Quality Control and an assigned support staff 
maintain the highest operational standards.  
 
Louis Herring, General Manager and Project Coordinator, with his two assistants, 
Peggy Dunnaway and Randy Levin, manage the daily details involved in ensuring 
that the routes run on time and efficiently. They work together as a team making sure 
that the drivers are prepared to perform their job correctly and safely. Orlando 
Mayers, the night shift Supervisor is in charge of ensuring a smooth operation after 
5:00pm. Kathy Herring, the President is actively involved in the day-to-day 
operations of the Company, and maintains and influences a high level of customer 
satisfaction.  
The accumulation of expert and competent manpower is in part due to the 
Company’s long-term presence in South Florida. 
 
Personnel: 
Every effort has been made to build a management team of the most experienced 
transportation personnel in the local industry in order to maintain a high level of 
professionalism for our clients, in both the public and private sector. The following 
employees listed below, are part of a larger team of capable individuals, all of whom 
are presently contributing in some important way in making the Town of Davie 
Community Bus routes contract a success and would continue to do so. 
 
Grass Roots Management Style 
Quality is a company with strong owner involvement.  The Company has pioneered a 
management system wherein the Company founders and Company managers have easy 
access to ground level personnel through an exceedingly “flat” management structure.  
By eliminating layers of management, accountability is more transparent.  The proximity 
of decision-makers to the front lines gives them more immediate feedback on their 
decisions and leadership initiatives.   
 
Quality Control Inspector 
A unique and highly effective role is played by a Quality Control Inspector.  His role is to 
monitor drivers, buses, mechanics, service orders, and every aspect of operations 
including field evaluations of driver performance and customer satisfaction.  He also 
road tests new drivers and has input into the hiring process.   His relationship with 
employees and top management is direct, and he is empowered to resolve problems. 
 
Financial Capability and  Resources 
Multiple contracts add diversity to the Company’s financial stream.  Quality also 
operates in diversified fields: in both the public and private sectors, in shuttle, motor 
coach, and emergency bus services, in multiple locations statewide.  This not only 
benefits contracts operationally—offering advantages in equipment and expertise—it 
also provides shelter from market volatility. 
 



Additionally, many of the Company’s clients are governmental or blue-chip corporations 
with significant stability.  
 
Quality has a long-standing relationship with CitiGroup, which has served as the 
Company’s primary bank and loan provider, providing funding for the Company’s growth 
over the years.  The Company is in good standing with CitiGroup.  
 
Company Stability 
In an industry that has experienced turmoil in recent years, Quality has distinguished itself 
by retaining market and financial stability.  This is also true for operations, where 
expertise and expert personnel are benefits of Quality’s long-term presence. 



Drivers – Qualifications and Hiring Criteria 
 
 
All drivers go through a strict screening procedure before they are hired. They all must 
possess the following qualifications and be in compliance with the following: 
 
 
1. All Company drivers are properly licensed operators, with a valid Florida commercial 

drivers license (Class A or B, with Passenger Endorsement). 
2. All Company employees are formally employed by Quality.   
3. All Quality drivers and other safety-sensitive employees of the Company undergo 

pre-employment, post-accident, and random drug testing.  Quality complies with 
Broward County ordinance 92-8, pertaining to the maintenance of a Drug-free 
Workplace Program. 

4. Drivers must undergo a FDLE background check. 
5. MVR inspections are performed annually for all vehicle operators. 
6. Drivers are trained in ADA technique, and provide full utilization of vehicles to 

disabled passengers while in service.  Drivers shall assist passengers with 
disabilities with entering and exiting the vehicle in accordance with the Americans 
with Disabilities Act (ADA). 

7. Drivers employed for the City will additionally be required to successfully attend and 
complete Broward County’s shuttle operators’ training program, prior to operating 
the City’s vehicles.   

8. Minimum age for drivers shall be 21 years. 
9. Drivers shall have no more than 3 moving violations, or accidents within a 5 year 

period. 
10. Drivers shall have no history of a conviction for D.U.I. 
11. Company drivers shall be capable of speaking, writing, and understanding the 

English language fluently. 
12. Drivers shall operate the vehicle in a safe and timely manner, maintaining headway 

times. Phones are to be used only for business purposes. 
13. Drivers shall be courteous to all passengers and the general public at all times, and 

shall respond to passenger questions regarding the bus service.  
14. At all times while on duty, drivers shall wear clean and presentable uniforms, which 

include a Company shirt, appropriate length shorts, pants or skirt, and closed-toe 
shoes. 

15. Drivers shall issue bus route timetables to passengers, as the Town requests. 
16. Drivers shall not accept gratuities. 
17. Drivers shall not permit passengers to smoke or play a radio in the vehicles (unless 

passenger is using headphones with the radio). 
18. Drivers shall not be convicted of a crime during the term of the Agreement with the 

Town. 
19. Drivers are required to perform pre-trip and post-trip vehicle inspections. 
20. Drivers are required to maintain continuous count sheets during the course of the 

shuttle operation. 



HIRING CRITERIA 
The Company currently hires drivers on the following criteria: 
• Communication Skills, including English fluency, and ability to comprehend and 

convey job related information. Included in these skills is the ability to adequately 
interact with professionalism and courtesy. 

• Driving Skills, including safety skills, experience, and exhibiting good vehicle 
maintenance procedures.  A minimum of 2 years commercial driving experience is 
required. 

 
 
TRAINING  
Route drivers undergo training before receiving an assigned route (see sample Certificate 
for Completion of Training, attached).  The Company has an in-house certified CDL 
driving skills instructor.  
 
All drivers are trained in ADA methods of wheel chair operation, and  
sensitivity training.  Customer service techniques and attitudes are emphasized.  Vehicle 
Operators are encouraged not only to think of themselves as bus drivers— 
but as customer service agents who can positively influence their riders. 
 
In addition, drivers employed on Community Shuttle Bus Routes undergo a two-day 
training program organized by Broward County Transit (BCT) covering all pertinent 
topics of shuttle driving (ADA wheelchair operation, sensitivity, driving skills). 



2 Cost Per Hour 
 
The proposed cost per hour (all costs included) is:  $33.00   

Quality Transport Services strives to provide reliable and dependable service at fair and 
economical rates. Our current rate is $28.25 per hour. It has become necessary to raise our 
rates - primarily due to the spiraling cost of fuel and the domino effect it has on other costs.  

At the start of the contract, the cost of diesel fuel was at approximately $ .90 per gallon. 
Today, it is approximately $3.00 per gallon and there is speculation that it may go up to $4.00 
per gallon and beyond.  

We have absorbed the past surge in cost in the hope that prices would settle down. 
However, it does not appear to be a reasonable expectation at this time.  

Given these long-term unknowns regarding the price of fuel, we would like to make you 
aware that, after much deliberation, we have tried to factor in an increase that would be 
favorable to all parties concerned. 



3 Proof of Insurance 
 
A. Cert i f icate of  General  L iabi l i ty  Insurance and 
Cert i f icate of  Auto Liabi l i ty  Insurance 
 
B. Cert i f icate of  Workers Compensat ion Insurance 

 







4 Communications, Dispatch and GPS System 
All drivers, supervisors, and administrators are required to be in possession of 
working cell phones while on duty. We have found that since cell phones have 
become so available, they provide the most efficient and reliable form of 
communication between the driver and Dispatch, and, if necessary, between the 
drivers. 

It is emphasized to the drivers that because of safety issues cell phones are for 
business purposes only. 

 
GPS:  

In order to give the Town the ability to locate your West (Blue) Route buses at any 
given time, we will install a GPS system on each of these two buses. This system will 
work from the Town’ s Transportation Manager’s computer and will bypass the need 
for third party involvement or, alternatively, it can be used in coordination with 
Quality’s dispatch department.  



5 Evidence of Capability 
 
Record Keeping & Reporting 
 
Quality maintains such records and accounts including: property, personnel, and 
financial records, as are necessary to ensure a proper accounting record.  The 
system of accounting maintained by Quality is in accordance with generally accepted 
Accounting principles and practices.  All Project records prepared by Quality in 
connection with the City’s service will be owned by the City, and made available to the 
City at no charge.  The Company will keep such books, records, and accounts as may 
be necessary in order to complete and correct entries related to the Project, or 
according to the scheduled reporting periods. 
 
   The Company will record on a daily basis and report weekly to the City on all 
disruptions in service, late service, vehicle break-downs, accidents, vehicles out-of-
service, and any other incident affecting service. 
 
      Quality maintains daily records of total passenger utilization, and total mileage 
logged on the vehicles, by route, while performing the Town’s service.  The Project 
Manager will provide accurate reports on ridership by route and by trip to the City 
on a monthly basis.  
 
I have reviewed the Town of Davie’s contract with Broward County, as well as the 
contract form to be used by the Town and its selected vendor and I accept the terms 
and conditions stated in these documents. 
 
Additional Documents 
 
The following pages include supporting documents for: 

 
A. Drug Free Workplace Certificate 
 
B. Certificate of Completion of Bus Operator Safety Program 
 
C. BCT Certificate of Training 
 
D. BCT/Town of Davie Monthly Ridership Reports for June and July 2006 
 
E. Vehicle Pre-Trip/Post-Trip Inspection Form 















6 Resumes of Key Personnel 
 
LOUIS HERRING - PROJECT MANAGER 
 
 
1988-Present  Joined Quality Transport in 1988. 

Helped the development of the school bus division.  
Supervised and helped implement the necessary changes during 
the Company’s transition to a motor coach and minibus operation. 
 
Experienced in both the community shuttles and group travel 
departments and has an overall understanding of the entire 
operation. 
 
From 2000-2004, assisted the Project Coordinator to the Tri-Rail 
Bus Feeder Shuttle contract by supervising the routes, 
scheduling the drivers, and familiarizing himself with all facets of 
a multi-bus fixed route contract. 
 
Assumed responsibility for the BCT Community Shuttle Services 
contracts, beginning in June 2002 with the start of the Town of 
Lauderdale by -the -Sea. Since that initial contract, Quality has 
been awarded seven (7) similar Community Shuttle Services 
contracts, as well as the MDT Broad Causeway Shuttle.              
 
Oversees that the daily scheduling of 35+ shuttle drivers, the 
assignment of 17 shuttle buses and the running of the routes 
goes smoothly and safely.  
 
In addition, he is responsible for scheduling the charter drivers 
and motor coach buses, the number of which can vary from 5 
buses to 35 buses since this department relies on incoming 
reservations not firm schedules as with the fixed routes.  
 
Maintains the safety program as it pertains to the drivers and 
supervises effective handling of breakdowns and service 
compromises. Directly responsible for the quality control system 
that covers drivers, vehicles and dispatch operation. 



KATHY HERRING, PRESIDENT & MANAGER, has for the past 20 years, on an 
ongoing basis, worked closely in all aspects of the day-to-day management of the 
Company. With respect to the Town of Davie contract, she oversees the hiring and 
processing of new hires for the routes, supervises the Drug and Alcohol Free 
program and is involved in the monthly billing process. 
 
 
 
PEGGY DUNNAWAY, ASSISTANT OPERATIONS MANAGER, has 19 years 
of experience in the transportation business. Starting as a school bus driver, she 
then worked for Motorola as a group leader in the parts department. Ms. Dunnaway 
joined Grey Line Ft. Lauderdale and worked as a motorcoach driver for 16 years 
driving in state and long distance charters. In 2001, she joined Quality as the main 
Dispatcher supervising the Tri-Rail account. She continues to be involved in the daily 
details of dispatch and has proven to be most effective in her role as field supervisor. 
 

 
 
RANDY LEVIN, ASSISTANT OPERATIONS MANAGER, has been involved with 
the bus transportation industry since 1982. His organizational skills and experience 
contribute to the daily operation of the Company while his background in parts 
management assists in the smooth running of the garage. 
 
 
 
ORLANDO MAYERS, NIGHT SHIFT MANAGER, manages all evening/night 
service from 5:00pm on, and is there to assist both the drivers and the clients. He 
has been with Quality since 1989. His past experience and expertise as a mechanic, 
in conjunction with his duties as dispatcher, has made Mr. Mayers particularly 
invaluable during the night shift.  



7 Comparable Contracts 
 
 
• City of Lauderhill          11/2004-Present     
 Community Shuttle Bus Services      5 Buses 
 Kurt Blaides, Transportation Coordinator   5 days/week 

954-717-1525       12 hours per day 
         $27.75 per hour 
 

• City of North Lauderdale    10/2002-Present 
Community Shuttle Bus Services    2 Buses  

 701 SW 71st Avenue      5 days/week 
 North Lauderdale, FL 33068     9 hours per day 

Michael Sargis, Community Shuttle Bus Project Director $29 per hour 
 954-724-7061  F: 954-720-2064 
 

• Town of Lauderdale by-the-Sea   06/2002-Present 
 Community Shuttle Bus Services    1 Bus 
 4501 Ocean Drive      M-Fri: 8 hours /day 
 Laud-by-the Sea, FL 33308     Sat/Sun: 9.5 hours/day 

Judy Mufale, Community Shuttle Bus Project Director $29 per hour 
954-776-3611   

 

• City of Oakland Park     01/2004-Present 
Community Shuttle Bus Services    2 Buses 
3650 NE 12th Avenue      5 days per week 
Oakland Park, FL 33324     9.5 hours per day 
Brian Pagliaro, Community Shuttle Bus Director  $32 per hour 
954-561-6264  

 

• Town of Davie       01/2004-Present 
Community Shuttle Bus Services    Blue/West Route 
6591 Orange Drive      2 Buses 
Davie, FL 33314      6 days per week 
Susan Dean, Public Relations Coordinator   $28.25 per hour 

 954-797-1042   
 

• City of Lauderdale Lakes    03/2004-Present 
Community Shuttle Bus Services    3 Buses 
Althea Harvey, Services Coordinator   5 days per week 
4331 NW 36th Street      8-12 hours per day 
Lauderdale Lakes, FL  33319     $28.25 per hour 

 954-535-2785  



8 Responding to Complaints 
 

Although complaints are not a common occurrence, Quality follows a specific procedure in 
order to document and manage any complaint effectively whether it be from the Town, the 
driver or the rider. 
 
Every effort is made to resolve the issue while the person reporting the complaint is on the 
line. A second phone line is used to contact the driver without putting the first party on hold. If 
possible, the complaint is discussed and resolved immediately. If that is not possible, further 
investigation and discussion is followed up with the driver and management to resolve the 
issue. 
 
At the time of the call, we have a backup, ADA equipped, bus ready with a supervisor 
standing by and ready to go in case a backup bus or supervisor is required to help resolve 
the situation.  
 
All complaints are recorded and a copy will be either faxed or emailed. 
As requested, the Town will also receive a monthly report detailing the complaints  
and their disposition.  
 
 
 
 
CUSTOMER COMPLAINT FORM 
 
 
DATE:                    TIME OF CALL:__________________________________              
 
 
CALLED IN BY:_________________________ TEL#:___________________________________ 
 
 
DESCRIPTION OF 
COMPLAINT:____________________________________________________________________ 
 
_________________________________________________________________________________ 
 
 
RESOLUTION/FOLLOW-UP:_______________________________________________________ 
 
 
 
MANAGER ON DUTY:___________________________________________ 
 
COMMENTS:___________________________________________________ 
 
COPY TO TOWN OF DAVIE:  FAX:_______Email:_______ 



CUSTOMER SERVICE POLICIES  
 
Customer Relations is a designated responsibility of the Project Manager. The Project 
Manager is in constant review of account activities and is responsible for obtaining 
feedback from clients.  He has the authority to execute all changes that will provide 
improved service.  
 
Customer Service, by contrast, responds to the specific complaints and needs of individual 
riders.  This is a separate, designated role of the Project Manager.  He has the authority to 
provide assistance and compensation to customers. 
 
Every letter of appreciation received from satisfied customers is framed and publicly 
displayed near the Dispatch office and in the drivers’ waiting area.  
 
QUALITY CONTROL 
 
Any time a vehicle is dispatched for operation in the field it is thoroughly inspected by 
the driver for any cosmetic, mechanical, or safety related defect.  These Inspections are 
recorded on a driver inspection form.  Fuel consumption and mileage readings are 
likewise recorded on this form.  One copy of the inspection is retained by the driver, one 
copy is held on file by Dispatch, and when repairs are appropriate, a copy is submitted 
to the Shop Foreman.  This procedure is likewise followed every time a vehicle returns 
from scheduled operation (See “Pre-Trip/Post-Trip Inspection Form”, attached). 
 
To further ensure that standards of cleanliness, safety, and general repair condition are 
upheld, a Quality Control officer randomly inspects vehicles on a daily basis. 
 
DISPATCH & CONTROL: THE “QUALITY” IN QUALITY 
 
he Company’s Dispatch and Control Office operates from 5:00 am to 9:30 pm on 
weekdays, and until midnight Fridays and weekends. 
 
The Operations Manager works closely with the four Dispatchers who cover the 7-day 
weekly operation. Quality views these Dispatchers as crucial to the success of the 
Company’s service.  The Company has cultivated a team of Dispatchers with the 
following qualifications unique to this demanding job: 
 

• Problem solving skills 
• Management skills 
• Record keeping and organization skills 
• Ability to stay calm under pressure and manage emergencies.  
 
The Company’s Chief Dispatcher has 9 years of experience in this field. 



9 Maintenance Program 
 

Quality recognizes the critical importance of operating vehicles that fully meet 
the service standards and the needs of the Town. To that end, Quality is 
committed to maintaining all vehicles and equipment in fully operational 
condition at all times. 
 
All components of each vehicle is maintained according to manufacturer 
recommendations.  Quality repairs any vehicle damaged in an accident, to be repaired 
or replaced immediately, including any graphic wrap or logo on the exterior of the 
vehicle.  Quality provides fuel, lubricants, parts and supplies, as required for the 
maintenance and operation of all vehicles.  All vehicles are safe for operation on 
public streets and highways, and meet all requirements of the Florida 
Department of Transportation Rule Chapter 14-19: “Minimum Requirements for 
Transit Coaches & System Equipment”.  All parts of the vehicles and equipment 
mounted on or in the vehicle conform at a minimum to all applicable Federal Motor 
Safety Standards.  Quality maintains an effective safety and mechanical inspection 
program.  All vehicles are available for inspection by the Town at any time of the 
Town’s choosing.  Town has the sole discretion to reject temporarily or permanently 
any vehicle the Town may deem unacceptable for reasons of safety, disrepair, or 
appearance.   
 
Quality maintains shuttle bus vehicles when provided by Cities, in accordance with 
manufacturer’s standards, and keeps these vehicles in excellent condition at 
all times.  Quality complies with all applicable ADA requirements with regards to 
these vehicles.  Vehicles operated by Quality for Cities carry the Town logo and 
County assigned identification number conspicuously displayed on the appropriate 
location on each vehicle. 
    
Quality supplies any additional vehicles to provide back-up service within 30 
minutes, in the event that one or more vehicles are out of service.  In such 
circumstances Quality provides ADA accessible back-up vehicles.  All vehicles are 
equipped with appropriate safety equipment as required by law.   
 
 All vehicles have heating and air-conditioning systems that are fully operational for 
every-day the vehicle is in service.  Vehicle interiors are cleaned daily, and exteriors 
are cleaned a minimum of once per week.  Vehicle extermination for insects occur 
weekly, or more, as warranted by circumstances. 
 
Maintenance and Repair Facility Location 
Quality currently operates from facilities in Fort Lauderdale and Miami, with the Ft. 
Lauderdale facility being the Company’s primary maintenance and repair shop.   
This primary maintenance and repair facility is located adjacent to Quality headquarters, close to 
the intersection of I-95 and Broward Boulevard. 

 



Scope of Repairs 
At the Fort Lauderdale location, a major maintenance facility is housed—a fully-
integrated repair shop, operating with both a.m. and p.m. shifts: 
 

• A wide range of maintenance and repair activities are performed on-site, with a 
service team of 7 mechanics specializing in air conditioning repair, engine 
maintenance, engine rebuilding, chassis mechanics, alternator/starter rebuilding, 
electrical, and brake and tire maintenance. 

 
• The facility houses the Company’s own body repair and detailing shop 

 
• Quality has its own licensed on-site paint booth for buses at the facility. 

 
 
 
 
 
 
 
 
 
 

 

Such extensive on-site maintenance and repair is uncommon in the local 
transportation industry and reflects the Company’s distinct business 
vision. 
 

• By keeping maintenance work under Company supervision, 
managers directly monitor the quality of repairs.   

 

• With repairs in-house, the Company can be responsive during 
times of need—accelerating the pace of repair where needs are 
greatest. 

 
At Quality, the necessity for fleet service has been turned into a supply 
line that is more manageable, and a source of quality control. 



PREVENTIVE MAINTENANCE & REPAIR PROCEDURES 
The preventive maintenance program is carried out in order to maintain the vehicles 
in good mechanical condition and to avoid emergency breakdowns. 
 

 The program consists of two (2) components-the daily pre and post trip 
inspections conducted by the drivers and the routine inspections conducted by 
the mechanics to prevent problems before they can occur. 

 
• The basis of daily preventive maintenance starts with the driver filling out the 

pre-trip and post- trip inspection forms, before and after each trip. The 
driver is responsible for writing down any mechanical problem that he/she may 
have noticed before or while driving the vehicle. Any physical damage in need 
of repair in the interior or exterior of the bus needs to be recorded on these 
inspection forms. The items that the driver has indicated on the inspection 
form are then recorded onto a work order for the mechanics or body shop 
specialist. After the repair is finished, the mechanic/body shop specialist dates 
and signs the work order detailing what was done to the vehicle. The work 
order is then stored in the bus’ permanent file 

 
 Routine inspections as part of a preventive maintenance program: 

The other key component of the maintenance program is routine inspections, 
which are scheduled for both the motor coaches and minibuses on a regular 
basis. All work done and parts used is recorded on the mechanic’s work order, 
signed and dated and filed in the permanent file. 

 
 
All 40 foot and 45 foot motor coaches undergo scheduled preventive maintenance 
every 5000 miles with more extensive inspections at 15,000, 30,000 and 45,0000 miles. 
The DOT ruling mandates annual inspections of the motor coaches in which a specific 
inspection report is filled out and an annual inspection label is affixed to the buses’ 
windows.   
 
The minibuses have their own specific routine inspection schedule and undergo a 
general service every 3000 miles. The fluid levels, brakes, tires, filters, belts and the 
other items on the checklist are checked and repaired or replaced as necessary. At 
12,000 miles, the 3000 mile inspection is done, followed by a more thorough 
inspection at which time fuel filters, air cleaner, radiator and  hoses are checked and 
repaired or replaced, if necessary. At 45,000 miles, the rear end oil is replaced. 
 
Every morning. inspections of all vehicles scheduled for service that day are performed 
by a mechanic who checks for items including: liquid levels, belts, hoses, lights, wipers, 
a/c, body damage, etc. 



10 Attachments 
 

1. Women Business Enterpr ise Cert i f icat ion 

2.  Occupat ional  L icense 

3.  Let ters of  Recommendat ion:  

 Ci ty of  Lauderhi l l  
 Ci ty of  Lauderdale Lakes 
 Ci ty of  Oakland Park 
 Ci ty of  North Lauderdale 
 Town of  Lauderdale-by–the-Sea 

4.  Town of  Davie -  Record of  Complaints f rom January 2005 to 
October 2005 

5.  Town of Davie -  Comparat ive Stat ist ical  Study of  Complaints 
f rom November 2005 to Apr i l  2006 
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